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. Beariive Direcior
Michael S. Hartman

Background:
* More than 18 years of professional experience in the banking, private equity, real estate and not-

for-profit industries, with a heavy emphasis in financial analysis and organization management.

* Bachelor of Science degree in Business Administration (Accounting) from the University of
Colorado at Boulder's Leeds School of Business.

* Master of Business Administration, with emphasis in finance and economics, from the University
of Chicago's Booth School of Business.

ﬁ)perating Philosophy Expectations: \

N * Integrity is imperative to everything we do;

* Everything we do is done with our customers'
and employees' best interest at the ¢enter of
the decision making process;

* Bad news must travel fast;

* Treat each other with trust and respect; and

& Try to find a way to "yes". /

ﬁeadershlp Philosophy:
Delegation
* Empowerment
®* Encouragement
* Accountability
%
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Our MISSION

Our mission is to provide quality service to our |
customers in fulfillment of our fiducidry and statutory
responsibilities while instilling public confidence
through professional and responsive employees.

Our VISION]

To become the premier Department of Revenue known
for its outstanding customer service, innovation, and
dedicated employees.
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Communication
Dedication
Ownership

Responsible Government

Teamwork

Respect

Unity

Stewardship

Transparency
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Encourage an inclusive environment that fosters ongoing creative exchange of
information and ideas between employees, management, and the public.

Demonstrate a strbng support for the mission of the organization and service
to the people of Colorado.

Promote active and constructive participation in the organization. Take pride
in the organization and what you do. Create a sense of community.

Guarantee responsiveness, accountability, and pursue policies and ideas that
are prudent and consistent.

Work collaboratively to achieve a common goal.

Value customers’ and employees’ opinions and thoughts and treat them with
dignity.

Foster a unified Department of Revenue.

Ensure careful and responsible collection and distribution of the public’s
money and information.

Utilize processes, procedures, and forms that are understandable and easy to

Lse,
CDOR
m'
=
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'FY2017-18 Appropriation

Total Funds: $356,374,947
1,437.2 FTE

Federal Funds
$824,388

Re-Appropriated |
Funds
$6,245,246

General Funds

$107,595,006
Cash Funds
$241,710,307
1 i i 1 -
SO $100,000,000 $200,000,000 $300,000,000
SMART Act Presentation _ER COLORADO 5
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$51,024,345 $72,764,454
490.9 FTE 153.7 FTE
Division of Motor Executive
Vehicles Director's Office

$56,645,136

273.0 FTE $72,227,601
_ Enforcement : 402.5 FTE
Division ' 20-3% = Taxation Division
$5,392,943
OFTE {contracted services)
Information ] .59% $98,320,468
Technology 117.1 FTE
Division Lottery Division

SMART Act Presentation P |coLORADO
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 The Colorado Department of Revenue’s (CDOR) five business units impact
almost every Colorado citizen in some way. Because of that, CDOR is
focused on providing outstanding customer service and guidance to assist
the citizens in complying with the State’s laws, rules, and regulations.

e The 2017-2018 Performance Management Plan (Plan) is a living document
that CDOR uses to set objectives to be achieved and measure progress
throughout the year. The Plan outlines, by strategic policy initiative, the
performance measures that CDOR will employ to achieve these objectives.

The Plan can be found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.
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- Streteglie Policy Inflatives

Customer Service

4
* Be respectful to our customers by providing processes that are clear, i
simple, timely, and convenient. }

AR S 0 il SR W Sy o St TR U MBS SIS S T = an s Emak = rd s e em mame L ni fem s A T e H
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Fld ucia |’V *» Provide responsible financial, resource, and project management that
Res psonSi bl I |ty builds a sustainable foundation utilizing a high standard of care.
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Statutory
Responsibility

* Promote fairness and consistency in the application of the law.

N,
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st

. . * Maximize public trust through responsible stewardship and transparent |
Public Confidence orocesses P :
’ }
A
o e j . ) o . NS . ™
- * Recruit, develop, retain, and value a high-quality, diverse workforce in an |
Em ployees environment that promotes collaboration, professional development, ]
and employee innovation. J
SMART Act Presentation COLORADO
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CDOR maintains a sense of responsibility that customers are to be treated
with respect and courtesy.

SMART Act Presentation %_;R
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The CDOR customer base is mainly outwardly focused; customers are
statutorily required to do business with CDOR, i.e. paying taxes or getting a
license.

In doing so, CDOR staff strives to resolve matters at first contact, reduce
the time it takes to obtain the services needed, provide education to the
public to assist them in having a successful outcome and to offer a variety
of options for citizens to use to transact business.

CDOR is leveraging technology and making as many services available
online as possible.

In Fiscal Year 2016-17, CDOR’s Cltlzen Advocate responded t0 9,190 c1t|zen
concerns.

COLORADO
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Ku
Car belggeslf rom Customers
ot ooty m saying this, but | j
o e DMasy experience at th !
V (Golden Driver Lic:nse

ThanK you ve
the time t0 lis

owns an a

question

ten to my T
inq vehicles that the military

OfﬁCe) W .
- Wentin tor
gfae outin less manegg wmy license and
miled too! minutes. Staff agencies to use. Jon
with her supervisor and came pack to me
— Nan with muitiple suggestions- it was a pleasure
oyl to work with someone knowledgeable,
rofessional urteous, and helpful. Thank
Kudos From Customers you, Jon! _ Alice M
Hi,
I just completed working with @ person named
Brian (LoCascio) in the Wage withholding Ku
area. Honestly, | had con?pieteb( screwed Mundi wadso: 5;%:: guzggfmetrs
e withholding for 172 in the Craig (Driver License) o"?'ﬁi'e"’gﬁi ’ghfy-stb(cudos From cy
Citizens’ Agsar old Steyia Wstome,.s
ocate stating 4 - aoted the

up the filing of my wag
Brian was great! He spent
to help me clean up my

mess and
and how

future. He

past siX months.

the time needed
errors. Basically, he cleaned up my

explained what | had done wrong

to avoid the same mistakes.in the

K with. Thank you.

was great to worl
— Ron A.
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gir’;uﬂy enéoys her job! It was so nice lo
a good experience. She
commended. e

— Anonymous
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INITIATIVE: Customer Service

DivisionfofiiViotoVehiclesy(DNVIV)

COLORADO

peparementot keverne CUYSTOMER SERVICE PERFORMANCE METRICS

Poo\: fbaemann
DL ONLINE RENEALS 5 4 . 1 % 7 3 %

Percentage of customers Percentage of customers

called to the counter called to the counter
[ within 15 minutes within 15 minutes
v v v in FY 16. in FY 17.
13{|14|["15|"16||"17 n me

Goal was 50% Goal was 65%
FY17: 200,027 FY16: 181,587 '
FY15: 128,119 FY14: 134,524 Percentage of customers
FY13: 170,978 . : 4 50 with appointments who are
called to the counter within
15 minutes

Reached 1 million online '
renewals on Oct. 26 1 minute, 22 seconds

Amount of time by which the Driver Control
Call Center out performed the
10 minute wait time goal.
Only 0.13% of calls were blocked.

COLORADO

Department of Revenue
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Initiative: Reduce wait times for Driver
License customers to an average of 15
minutes a certain percentage of the

time.
Driver License
Transactions

complete within e T os

of the 70.0%

Outcome for Walk-Ins: Outperformed
FY17 goal by 8.00%.

Outcome for Pre-Scheduled pmpeen o Of the time
. ] f th
Appointments: Outperformed FY17 16 77 of the 54,1 %gmee.
goal by 4.50%. ./ /0time -
: _. , B 2016
Seen Within FY17 Goal | FY17 Actual
Walk-ln’s - - | 65.00% | 73.00%

Pre-Scheduled  90.00% 94.50%

COLORADO

Department of Revenue
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INITIATIVE: Customer Service

D%]l] @W @[r' @@I] @@I]l] @@[f’

Initiative: The Driver Control Call Center will have an

average call wait time of 10 minutes on an annual basis Kudos From Customers

| was amazed at the courtesy, persisténce, and

d ecreasin g in FY19. patience of Ann Brannan (DMV Call Center)
when | called with a problem | had renewing
Outcome: Outperformed FY17 goal by 1 minute, 22 my license online. She went above and beyond
her duty to help me and |.really appreciated her
secon d S. customer service!
_ . — Mary Sue

0:10:00 0:08:38

S

Fiscal Year 2017

Initiative: The Driver Control Call Center

will block less calls and decrease Driver -

annually. Control | | l l |

Outcome: Outperformed FY17 goal by C Call

3.37%. enfer | | " |
| _ | Wait
Time 1.13% Call Block Rate
450% . | 1.13% |

COLORADO

Department of Revenue
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”__,'Ighllght Drlve-r Llcense Onllne Renewal and Payment

" Kudos From Customers Initiative: Increase the number of driver license renewals

What a GREAT online drver license renewal — processed online by 5% over the previous year objective 6n

site. The format was simple and easy to follow :

(especially those of us who aren't especially tech - an annual basis.

savvy). Everything worked smoothly. Whoever _

programmed this online renewal system/process . : 0

should get a raise! If that's possible, at least they Outcome: OUtperformEd FY17 goal by 6.00%.

get my sincere appreciation for a job well done!
=Mary G.

& Online Driver License Renewals

37(7 ‘increase between
0 2015 and 2016
5% —10%

over previous year by 2018

SMART Act Presentation f’_r_? y
12/22/2017 ¥
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online services

18

total online
services
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Rollout 1 completed
02/21/17

]
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N ITIATIVE cUsto "er"Se rvllce. -

ﬁn @{? @rm

i e

| ) : walk-in customers 1o
| i
|

L B g five regional service centers‘;
18,581,530
visitors to | i 49 893

jColorado.gov/ Taxh | |

il

o m— i m——tns r— — A— . S\ b W ik i e a e am m m— am— s —— — e e e e ——— _— — e e i e —— ——

HELPING OTHERS
f $1,612,435,969 $6,034,957

Collected on behalf of
special districts and
local governments

Property Tax/Rent/Heat
Rebates issued to elderly,
disabled and
low-income residents

.

% [ COLORADO

Department of Revenue
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INITIATIVE: Customer Service

. igli-g:t: Call Centar

Initiative: The Ta
' x Call Center wi
the queue. ill reduce the average time spent waiting in

Outcome: Outperformed FY17 goal by 13 seconds

FY17 Goal | FY17 Actual

Initiative: The Tax Call Center will block less

(g‘:(Jg:ZOH ) E;.a ’ ‘: 0:69:07'.;5 f ; h
— than 23%
6 and decrease
annuall NNiNG |
FY19. Y begmnmg n
Kudos From Customers .
This morning My wife called your Department Outcome: Un d erpe rfo rm ed FY17
concernifng our tax return. She spoke with Millie 1 . 3 5% g Oa] by
[Duran] in your Department who provided ' T e
us with excellent customer service! We are g s R
very impressed with the fevel of service and ‘ : - R o
expertise Millie provided. She was thorough 17 Goal FY17 Actual [ 25 ~
and.detailed in her assistance and quickly - 23,00% ] ' _ , 3
resolved our issue! 23.00% 24.35% . )~
You should be pleased to have a top performer ﬁ
like Miflie on staff! ... A
— Charles i e %
phone calls answered
SMART Act Presentation - ¢ by Tax Hotline
12/22/2017 COLORADO
" Department of Revenue
19




INITIATIVE: Customer S@m@@

-.-,,nghllght Electronic Filing of Income and Sales Tax Returns

e-Filed Returns

83’ [ 82%

individual sales

Income E tax
S

Help to:
Viavold math errors

Mincrease efficiency

Vienhance security

Mireduce paper

SMART Act Presentation
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Initiative: Increase percentage of e-filed
individual income & sales tax.

Income Tax Outcome: Outperformed FY17
goal by 0.20%.

Sales Tax Outcome: Outperformed FY17
goal by 5.00%.

e B B AT et el e

| Individual ' 84.50%

; Income Tax
Sales Tax 77.00% 82.00%

7 [ COLORADO

Department of Revenue 20




The Taxation Division promotes voluntary
compliance with all Colorado state tax
laws through information, education,
assistance, and customer service.

The Taxation Division works tirelessly to
guard confidential taxpayer information
by reviewing all income tax refunds,
ensuring taxpayer refunds are not
diverted to identify thieves and
protecting State revenue.

SMART Act Presentation
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" INCOME
TAXES
$ | blIIlon

59.9%

of CDOR Collections

$2.9

bl]|l0n
24.4%

of CDOR Collecﬁoné

¥y COLORADO
' Department of Revenue
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INITlATIVE Customer SerVIce

[? Customer S@mﬁ@@ Dmm ioyEeme m@s
1. Titles and Registration Call Center will Answer 100% of calls within an FY17 Goal

average of 1 minute, 30 seconds: 100% 100%,
*  QOutcome: Met FY17 goal.

*This objective is consistently met and will no longer be tracked. EY17 Goal FY17 -Actual.

Maintain completion rate of 95% of final agency actions (defined as
approvals or notices of denial) for renewal liquor business licenses 95.00% 94.60%
within 60 days

*  Qutcome: Underperformed FY17 goal by 0.40%. FY17 Goal FY17 Actual

3. [ncr?ase final agfency actio'ns (defined as a.pp‘rovals or notices of 75.00% 91.00% ‘
denial) for new liguor business licenses within 90 days.
®*  Qutcome: Outperformed FY17 goal by 16.00%. .
4.  Auto Industry Complaint to Conclude Initial Investigations of --'Y-17 Goa FY17 Actual
Complaints within 180 Days 84.00% 92.43%

®*  OQOutcome: Outperformed goal by 8.43%.

5. Increase International Registration Plan (IRP) Electronic Registration FY17 Goal FY17 Actual

. . 9, -
Outcome: Underperformed FY17 goal by 0.82%. 30.00% 29.18%

For more information on these Customer Service initiatives can be found in the 2017-2018 CDOR Performance Management
Plan, found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.

COLORADO

Department of Revenue
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NEW Initiative: Customer Feedback

* Bythe end of FY18, establish a baseline for customer feedback scores,
increase responses by 10%, and develop a closed loop feedback system for
in-office services in the DMV in order to move from a level 2 to a level 3
on the Customer Feedback Maturity Index.

* By the end of FY18, establish a baseline for customer feedback scores,
increase responses by 10%, and develop a closed loop feedback system for
the Taxation Division.in order to move from a level 2 to a level 3 on the
Customer Feedback Maturity Index.

For more information on these Customer Service initiatives can be found in the 2017-2018 CDOR Performance Management Plan,
found on the CDOR website: https://www.colorado.gov/pacific/revenue/statutorily-required-reports.

SMART Act Presentation [;T.fn
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Governor’s Dashboard

The Governor’s dashboard provides a summary of how the State is doing across our five priorities that fulfill
the vision of a truly Healthy Colorado across our people, our economy, our communities and our environment.
At a glance you can view the status of each measure based on its indicator icon. Visit the Dashboard at
https://www.colorado.gov/governor/dashboard.

CDOR reports on two specific goals outlined in the Governor’s Dashboard as follows:

Legend

’ @ On Track.

On track to meet 2018 goal.

o Work in Prograss
Some improvement but not enough to be on track. Also includes new metrics under development, or data not yet
available.

—— - e - = - o o —— e —— e m o e m e e me

Needs Improvement
Needs improvement to meet 2018 goal.

Goal: Improve the DMV customer experience Goal: Cut the burden of government regulations
@ DMV office wait times for appointments @ Early stakeholder engagement on rules
e Online driver’s license renewals @ Compliance burden reduced

COLORADO

Department of Revenue . 24
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Governor’s Dashboard

©OnlilirackitolViee 2 01I81Goal

A QUALITY GOVERNMENT SERVICES Providing efficient; effective and elegant government services
AR

IR

Goal: Improve the DMV customer experience

License offices

of the time in Wait Less equipped Driver License offices

Establish a baseline for the total customer experience time by end of CY 2017.
By June 30, 2018, Driver License customer transactions will be seen within 15 minutes 70% of the time in Wait Less equipped Driver

Increase the nurnber of Driver’s License and Identification Card renewals on-line by 5% over the previous year

Driver's License customers with appointments will be called to the counter within 15 minutes of their scheduled appointment time 92%

Outcome Baseline (June Actual (June Actual (June QOutcome Target
Status |Qutcome Measure
2013) 2016) 2017) Target date
. . TBD- January
0 Total customer experience time TBD- December 2017 N/A N/A 2018 2018
o DMV office wait times for walk-ins 46.70% 54.1% 73% 70% 2018
DMV office wait times for
(5] o 87% 90.9% 94.5% 92% 2018
appointments
@ Online driver's license renewals 135,451 186,655 207,801 218,191 2018
Source: DMV
SMART Act Presentation COLORADO -

12/22/2017
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Governor’s Dashboard

OniliaclitollViee§20:1'8IGoal

Z2 ECONOMIC & INFRASTRUCTURE DEVELOPMENT Make Colorado the best place to start and grow a business

Goal: Cut the burden of government requlations

e All 12 Departments with rulemaking authority certify annually that stakeholders have been engaged early for every rule promulgated
(befare the proposed draft stage)

« All 14 Departments with rules or requirements that impact businesses ‘Cut the Burden’ for businesses to comply each year, as measured
by time saved or costs avoided

Outcome Baseline (June Actual (June Actual Outcome Target
Status |[Outcome Measure
2015) 2016) (2017) Target Date
Early stakeholder engagement on - ' _
S 0 of 12 12 of 12 12 of 12 100% (12). 2016
rules
(5] Compliance burden reduced 0of 14 N/A 14.of 14 100% (14) 2016

SMART Act Presentation
12/22/2017

Source: Source: DORA, Governor's Office, Office of State Planning and Budgeting. Note: some Departments Cut the Burden for more than one program

CDOR
NP COLORADO
X Department of Revenue

*November 2017 restatement
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~ Provide responsible financial, resource, and project
management that builds a sustainable foundation utilizing a
- high standard of care. . o

* CDOR collects nearly $14 billion dollars per year on behalf of the
citizens of Colorado.

* |tis CDOR'’s responsibility to ensure that those funds are collected
and distributed in a fair and consistent manner as well as in
accordance with the law.

e Additionally, it is CDOR’s responsibility to provide the best services
possible for the citizens of Colorado in accordance with state fiscal
rules and within its appropriation.

¥ [COLORADO

Department of Revenue
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Prolect Management (1 of 2)

In the 2017 Regular Session, a total of 16 bills were
passed requiring implementation activities relatedto | ' The
technology. Project Management

"y . _ , Office
Initiative: CDOR will complete 100% of its projects Y
related to legislation implementation within the N (A4S
required implementation date. | M[% d

The Office of
Outcome: Met the FY17 goal. Information Technology .
*This objective is consistently being met and will no longer be Comp]_eted

tracked following FY2016-17.

- projects during FY16-17.

100% - | 100%

COLORADO

Department of Revenue
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Respo

ﬂ@@ﬁ M]@mmmm@mﬁ ((2 of 2»

[n 2017, the
Project.

Management o - R _..a_l L
Office (PMO) B o o ) o PHBHUME PRO]ECTINI“A“ON DORPRO]ECTDASHBO LESSONSLWNED : PMDDUCUMENTS

E Senrch this she i: :

- e e P - e e e s

initiated a new *Péﬁ"’wfesf.ﬁas"b°afd

G oogl e The pmjects on Lirus list are pro_;ects :har. are heangmanagedbya DORPMO Projact ma.nager andlar nsve adirert impact an DOR resourtes: s ls a high Jevel tashbioard 1o show you st.a glance somia basic mfmnat!un
aout gach) projec:. Click on the inks. prwk!ed for more mfoirnadon {B.8, PIF, project site, LOE, ete) to laarn mére abouta project.

DaS h b oa rd to Dastioard (DOR Projects

support all the
projects from all Rl 1 O e P D

- . I I of January at the latest. Gonstrrction to
IVISIONS &S we - .. BRI hegin Jarusry 2015
- |20150713A iColorado Springs RSC i Expand currenl facllity by ~3,600 sq ft. GEEB 2 12113117 - Archilact is modifying the new Combo I TIA S271.800 DMV Brent Spahn {John Watkins. Cindy\
N S i space due to fire occupancy requirements.
as Su ppo rt the M D OR will reduca the size of the waitng roam
A B by about 12sqt to lower the occupancy
[ * RN rating and avoid additional fire modification

Actively Managed (Faclllies)
20150713A  |Neorihglenn DLO andlord bafeves we will ba able 5138987 Brent Spahn
to get a true Gross Leas:

20150713A

598,956 Brent Spahn [John Watkins

H . costs
O IT te a | I I W I t h 20150713A | Glenwood Springs PLO | The office currently accuptes 1,300 sq. [Graen Jl 121317 - DLO has approved tha new Combe /TIA $62.800|DMV Brent Spahn |John Watkins | Cindy 1
" AL Looking to expand intp ~2,100 sq. fi. I layout submittad by the landlord
H M 20150713A [Eort Meraan DLG [.Ft Mcrgan DLO s currenty located in  (Green I 12713117 - Update frem landlord stated final |Combo/TIA $18,645]DMV Brent Spahn |John Watking Cindy Y
t e I r e n t e rp rl s e ; @ temporary bulding. Looking to find a egtimates to be submitted 1o DOR by
s permanent locatien. o 12115197,

" 2013042547 Phase 2 - 4 of the space remodel at Final punch list esteblished, additicnal DMV budget SAT7 D001DMV Ted Trujille  |Heidi MeKenna | Cindy |
p rOJ e ct s : Project - Phase 2-4 Drivef Centrol Cal center at Plerce., chenge orders Greulaling. Offices ocoupied. 2 EDC
. : ¢ 111 new cubicles and major contribution

" recanfiguration of the space

, This project centars on movement of 8l PACS currently has the request for CO Loltery
[ Lottery’s Legacy Back Office System B information document that will ba sent 1o the
) (CLASS) to IGT's hosted system so e major Lottery Vendors for the outsourcing of
| that IGT supponts both Jackpot and (A the Lottery Backoffice. Tha request for

Jene Bigln | Glorfa Reiter

COLORADO }
Department of Revenue 29
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‘Kudos From Customers

It is with great gratitude that | write this
message. My father was a lottery winner,

and recently passed away. Tina (Faye) was
very professional and courteous. I'm beyond
impressed by the exemplary and stellar
performance of Ms. Faye. Her expertise

and knowledge is unparalleled. Ms. Faye
invested her time into ensuring the funds were

distributed properily. She thoroughly answered .

all of my questions. | did not expect this type
of personalized service. Her assistance made
a very hard transitional time much easier.
Such persons are assets to your company. |
hope Ms. Faye receives the recognition she
undeniably deserves.

—Jahla H.

SMART Act Presentation
12/22/2017

Initiative: Deposit funds within 24 hours of being
received 95% of the time on an annual basis.

Outcome: Outperformed FY17 goal by 2.00%.

*This objective is consistently being met and will no longer be tracked following

FY1i7.
FY17 Goal FY17 Actual

95.00% T 97.00%

COLORADO
' . 30
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$|4 | Total number of $13.3 million
million dollars in millions oo e e MBS
distributed to all roceeas  ar

| dollars
Lottery proceeds paid to

NI EER Colorado

e Parks and
T T I Wildlife

wGOCO
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Initiative: Grow Colorado Lottery sales and profits to maximize proceeds for beneficiaries that are

receiving distributions at percentages as defined in CRS 33-60-104.

Outcome: Outperformed FY17 goal by 1.50%.

FY17 Goal FY17 Actual [

22.20%

23.70%

SMART Act Preser;tation

12/22/2017

Conservation

Great

Trust Fund Qutdoors
$1,198.8 Colorado
$1,089.5

CDOR
e
-7
z

Aggregate Lottery Fund Distribution
{issued in thousands)
Fiscal Years 1983 to 2017

S

Colldo érks
& Recreation

Capitol |

C'onstruction
Fund $299.5

$440.5

COLORADO
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Other Lottery nghllghts

The Colorado Lottery creates and

sells lottery games of chance
that are held to the highest
standards of integrity, efficiency,
and entertainment, in order to
maximize proceeds for the
people of Colorado.

The Colorado Lottery began in
1983 with just a single scratch
games. Today there are a variety
of scratch and jackpot games.

Since its inception, the Lottery
has contributed more than S3
billion to its constitutional and
statutory beneficiaries.

SMART Act Presentation
12/22/2017

For more information please visit: https://www.coloradolottery.com/en/

Find a retailer near you today: https://www.coloradolottery.com/en/retailers/

(PTG 3o trnc pumiond womts 1R s

LOTTERY, o= o™= wmac wemmo b
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As with all other state services, CDOR is governed by the statutes of the State of Colorado.
Many times, those statutes are subject to interpretation by CDOR staff but as an
administrative function of the Executive Branch, CDOR reflects the legislative intent as
closely as possible in CDOR interpretations.

- The management staff of CDOR works hard to provide opportunities for stakeholders and

the public to provide input as rules and regulations are being drafted to further define the
statute.

It is a priority of CDOR that all current rules and regulations are reviewed on a regular
basis to ensure that the existing rule is relevant, necessary, easy to understand and can be
easily implemented.

COLORADO

Department of Revenue
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Defensible: Rules grounded in statute.

Operable: Consistent with business practices and least
restrictive while still protecting the public.

Transparent: Clearly articulate expectations.

Systematic: Leverage technology and apply consistently.

4 COLORADO
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INITIATIVE: Statutory Responsibility

2.0:1%7, Rapert & 2008 RegulEtony

2018 Regulatory Agenda:
* 140 Potential Revisions and/or Repeal

CDOR
® 21 Potential New Rules . &v COLORADO
Department of Revenue
2017 Regulatory Agenda Report: | po—aay Por Keseorhers = AbouL COOR - Contact s ol e T
® 23 New Rules .
® 92 Revised Rules Statutorily Required Reports
* 9 Repealed Rules " et st 211 T 205 101 20
. B - Report: 1 2017
* 14 Reviewed Rules (no change) e
Division of Motor Vehicle
» Aamual Yehicle Emizslons Reoont
* [xceptions Processing Basory
* Brogress of SB13-251
» Sorcatty Piate Fees
Enforcement Divisfon
+ tamthly Finencsa) Stements
Liquor

The 2017 Report & 2018 Agenda can be found on the CDOR website:
https://www.colorado.gov/pacific/revenue/statutorily-required-reports.
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During the 2017 Session, 64 bills
had an implementation impact ' | ' During the
to CDOR. All legislation or ‘ __ > Y '
portions of legislation with an zo 17
implementation date of
12/31/17 or prior, have been

Leglsla.twe Sess1on the Department...

e b—— e o P

i
implemented or partially . tra,ck'ed promded
Partially Implemented: One section of } 1 .
. eglslatlve responses
SB17-240, Sunset Motor Vehicle Dealers " propos als

Sales, regarding fingerprinting - V '

requirements, was delayed due to pending /\

approvals from external parties. A

Fingerprint based applications are to those proposals through the fiscal note proces
scheduled to begin 2/1/18.

k.w_.y Fhremam o R m e s A st s e

COLORADO N

Department of Revenue
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Mandate of the Senate Bill 16-197 Working Group, §12-46-109(1), C.R.S.:

1. Develop animplementation process for grocery and convenience stores to apply for a
license to sell fermented malt beverages and malt liquor containing at least 0.5%
alcohol by volume {ABV) starting January 1, 2019.

2. Analyze the impact that removing the alcohol content limit on fermented malt
beverages will have on the alcohol beverage industry as a whole, as well as on current
retail licensees.

3. Consider other legislative, regulatory, or administrative changes necessary to promote
the three-tiered distribution system in Colorado.

4. Examine and make recommendations regarding laws governing tastings conducted on
retail premises licensed under §12-47, C.R.S. and the ability of retail liquor stores
licensed under §12-47-407, C.R.S. to sell growlers containing malt liquors.

The Statutory Work Group Report will be available by 1/1/2018.

For more information, please visit the CDOR website:
https://www.colorado.gov/pacific/enforcement/sb16-197-statutory-working-group.

COLORADO

Department of Revenue
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INITIATIVE: Statutory Responsibility

Highlight3\Vianiliamajlicense

—ACTIVE

ettt i s st . g e

OCCU PATIONAL
LICENSES

SMART Act Presentation
12/22/2017

Initiatives: Increase the number of final agency actions (defined
as approvals or notices of denial) of new or renewing applications
within 90 days.

Outcome for New Medical Marijuana Business Licenses:

Outperformed FY17 goal by 14. 00%
PUL7 Actual
80.00% | 94.00%

H
e |

Outcome for New Retail Marijuana Business Licenses:

s oo consstonti’
*This objective is consistently being met and _FY17 Goal FY17 Actual

will no longer be tracked following FY17. 100% ‘ 100%

Outcome for Renewal of Retail and Medical Marijuana Business

Licenses:
Outperformed FY17 goal by 23.00%.

70.00%  {1.93.00% -

COLORADO

Department of Revenue
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Max:m:ze public trust through respons:ble stewardsh:p and transparent |
processes. p

Many of CDOR’s regulatory functions exist to ensure that the public is protected, ranging
from inspecting gaming machines, licensing liquor and marijuana establishments,
ensuring that complaints against auto dealers are investigated, and ensuring the integrity
of Lottery games.

It is vital that the public have confidence that CDOR staff is doing their job to ensure
citizens feel protected when they participate in these activities.

This confidence is relayed through providing sound education for the public, presenting a
positive image of the CDOR and the industries that it regulates, setting expectations for

regulation and enforcement and living up to those expectations.

CDOR is dedicated to operating with full transparency.

COLORADO

Department of Revénue 40
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INDUSTRY Total Enforcement

Investigations in FY 17

criminal incidents

L/ | 1189 1 11500

change of location, trade name

. I sHyat \ modification of premises,
led to an arrest on |nveSt|gat|0nS underage sales gheck and
gaming premises - regulatory & criminal

MRRIIUANA

] OFRACIEAMAEEN SN/ TSUEN

' Total Background

14 154 ﬁgg\éer Investigations in FY 17
y licenses

a1 4614
? W I “ which includes
R business, individual, renewal

and change of Ownership

@-ﬂl'ﬂﬂﬂflﬂﬂ PHI’I{

181 STABLE & COMPLIANCES CHECKS
908 TESTS ON EQUINE ATHLETES

SMART Act Presentation &@
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. INTIATIVE: Public Confidence

Highlight: Compliance Investigations of Licensed Casinos

The Division
performed

Casino Visits, reviewing

of areas of compliance

SMART Act Presentation
12/22/2017

Initiative: The Division of Gaming DIVISION
shall conduct compliance of GAMING
inspections of licensed Colorado RESPONDED

casinos on an annual basis to ensure TO
90% compliance with the Colorado | ‘

Limited Gaming Act, Colorado

Gaming Regulations, and minimum >
internal control standards and
increase the rate of compliance.

Outcome: Outperformed FY17 goal
PATRON

by 4.00%.
COMPLAINTS

‘FY17 Actual
[90.00% | 94.00% |

COLORADO

Department of Revenue
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Inspections: Investigators go to a

DiViSiOI’T Comp|efed liguor license or tobacco retailer

and conduct an inspection for

| \‘ /’ 2,278 Y./l three purposes: look for
| - inspections of ERaRE ' compliance issues, to proactively
| W |iQUOI’ and tobaceo educate the businesses on liquor

and tobacco laws/rules, and to
retailers answer questions.

Compllance

,Enforcement's

o
i

underage
‘compliance
check:

2,339 tobacco underage comnllance
checks with compliance rate of 94%

COLORADO

Department of Revenue
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nghllght Racmg Compllance

Initiative: The Division of Racing shall conduct facility inspections for its racetrack licensees 100% of the
time prior to opening and all stables within 45 days after opening to ensure compliance with the
Colorado Racing Act and Colorado racing regulations on an annual basis.

Outcome: Met CY17 goal.

*This objective is consistently being met and will _. N _WA RA P A H 0 E {! \ “ARK

no longer be tracked following CY17.

CY17 Goal | CY17 Actual

100% 100%

NEW Initiative: Increase the percentage of all blood, urine, and other biological samples taken that are
in compliance with rules and regulations regarding authorized use of medications and prohibited use of
illicit drugs and performance enhancing substances of equine participants in sanctioned racing events
from a 95.00% baseline established in CY2016 to 95.50% in CY2017.

SMART Act Presentation .y [COLORA DO
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NEW Initiative: Increase the compliance rate of
underage sales at retail marijuana licensees
through enhanced statewide enforcement,
education, training, and engagement of
stakeholders from a baseline of 85% established
in FY17.

Outcome Thus Far: From 1/1/17 to 6/30/17, the
underage sales check investigation showed a
96% compliance rate.

SMART Act Presentation Do p
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The Enforcement Division strives to
uniformly enforce Colorado laws in a fair,

consistent, and equitable manner through Kudos From Customers
education, compliance, administration, and  Ladies and Gentlemen, please give
cr|m|na| enforcement. my thanks to the LOngmonl‘ Marijuana-

Enforcement office for their professional,
friendly, and efficient service I received

The Division is working diligently to launch  yesterday during my application for a
online licensing and streamline the . MED Support badge. __
occupational renewal process. The goal is — Giuseppe D.
to expand to all license types in the very

near future.

COLORADO
Department of Revenue 46
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. : - Communications Division
Office of Research provided respbnses to The Department

& Analysis responded to

208 ’ 80 j R34

montlﬂy, Golorado Open Records Act | requests

quarterly MO Db L BN (: information from media
&

annual reports.

((( ° 1})

= [}
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[ INITIATIVE: Employees |

| Recru:t develop, retain, and value a high-quality, diverse workforce in an
environment that promotes collaboration, professional development, and
employee innovation.. | Y,

* The CDOR employees perform very important functions for Colorado citizens.

* To achieve CDOR'’s goals and serve the public in the manner necessary, it is
paramount that the best possible employees are recruited, hired, and retained.
To that end, current hiring processes and retention practices are being reviewed
to increase efficiencies and reduce turnover rates.

* The leadership staff is also committed to addressing current CDOR employee
concerns identified through the Department of Personnel and Administration

(DPA) Employee Engagement Survey results in the areas of Lean, Leadership, and
Middle-Level Management engagement.

SMART Act Presentation
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Fiscal Year 2017-18 Human Resources (HR) LEAN Events

Complete Mapping and Streamlining of Hiring Process
HR is streamlining the hiring process to reduce timelines and drive efficiencies.

Personnel Action Form
e Simplified form; eliminated carbon copy.
¢ Reduced signatures required.
* Reduced required paperwork.

Salary Justification
HR is streamlining the compensation approval process and required forms.
* Eliminate the confusion.
* Reduce the number of approvals.
* Ensure knowledgeable compensation decisions are being made in partnership with HR.

COLORADO

Department of Revenue
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Bharat Parmar’s leadership and knowledge make
him a great asset for the Field Audit Section. He
continually makes a difference for the interns and
auditors that he manages and for that he is very
much appreciated!

Heather Fisher received a Peak Performer
award. Excellent customer service is a valuable
asset that Heather brings to her job. Her
willingness to take on whatever is asked of her
and the service that she provide to the Lot’tery
players on the Western Slope, truly make her a
Peak Performer in the Colorado Lottery
Division.

COLORADO

Department of Revenue
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The Department of Personnel & Administration (DPA) conducts Employee Engagement Surveys every
other year. In the interim, CDOR conducted climate surveys for each division within the Department.

Climate Surveys
¢ Climate surveys were conducted between March and September 2017 for each division.
* 68% response rate.
* Feedback included:

> Job growth, opportunity and compensation

» Management accountability and fairness

» Low morale/high turnover rate

» Workload

> Training _
* Meetings are being held with management staff to identify opportunities specific to each division.
* Next step: prioritization and action plans.

COLORADO

Department of Revenue
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2017 Trainings Offered 2018 Training Enhancements

All employee training: (in addition to 2017 trainings)

Communication Skills Learning Management System (LMS) Implementation
Fraud/Ethics Updated Supervisory Training Program

Preventing Sexual Harassment New Appointing Authority/Sponsored by Attorney General Office
Preventing Workplace Violence Tax and DMV Customer Service training

Emotional Intelligence MED problem based training

Team Building New employee on boarding

Diversity & Inclusion New emergency response training

Leadership training: Active shooter, bomb threats, suspicious package
Division Directors Academy - Fall of 2017 2" Round Lean Initiatives

Myers Briggs Type Indicator® Engage Lean Fellows

Division of Motor Vehicles Lean Champions and State Department training (CDOT)

New employee training for Driver License Technicians

Third party Commercial Driving School and CDL Testing Unit Tester
training and certification

De-escalation 'Verbal Judo'

Training for all DRIVES users

Enforcement Division

Craigslist / Online Investigations

FBI - Law Enforcement Executive Development Assoc. Leadership
Institute '

Reid Interview & Interrogation

COLORADO

Department of Revenue 52
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INITIATIVE: Employees

Highlights;

RevEnews: ‘Revenue Rally
A monthly newsletter for CDOR employees.

New 2017 Flexible Work Arrangement Policy

Summer Internship Program with
Denver Public Schools

[
e Gt bt
iy

REVENEWS

V]:O LORADD — _
é Dépdriment 1o Beveron prommad

Monthly YouTube Town Halls

A New and Improved Intranet

In 2017, CDOR employees donated more than $20,000
to give through the Colorado Combined Campaign to
make a difference for Colorado causes, communities,

and people in need.

SMART Act Presentation ¥y [ COLORADO
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INITIATIVE: Employees

IEAN Improyement

O L, N W A U1 O N 00
|

DMV ENF LOT Tax

* 1In 2017, 13 CDOR employees were provided Lean Practitioner Training.
* 1In 2017, 3 CDOR division directors attended the Division Directors Academy for LEAN Training.

S

COLORADO

Department of Revenue
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DMV
* Process improvement: Titling and Registration.
* Clear communication to employees on key metrics.
* |Improved training for new hires.

Enforcement
¢ Improve efficiency and tracking of gaming license denial process.
e Streamline travel approval process.

Lottery
e Reduce time spent on mail-in claims from 84 steps to 56 steps.

Taxation ,
e Field audit paperwork purge: reduction of years of Tax Conferee stores forms
from 8 years to 7 years.

COLORADO

Department of Revenue
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From July 1, 2011, through June 30, 2016, CDOR agreed or partlally agreed to
implement 183 audlt recommendations:

- 100% Financial Audit
. Implemented - /Recommendations

Performance & IT Audit
Recommendations

COLORADO
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'DRIVES System Support |

*To meet the contractual cost for hosting, maintenance, and support of the DRIVES enterprise solution which s performed by the vendor. .
*FY2018-19: 0 FTE, $2 600,000 Cash Funds, and SD General Fund.. . : . !
*FY2018-20 and Thereafter 0 FTE, $6 240,000 Cash Funds, and $0 General Fund '

g S0y g SV L T Tl o M

Armored Car Services i

*To meet the contractual cost for the volume and frequency of deposits being transported.
*FY2018-19 and Thereafter: O FTE, $62,374 Cash.Funds, and $1,177 General Fund.

e T e T T e R S L T e T

Lottery Retailer and Vendor Fees

*To meet the defined structure for retailer and vendor commissions and fees that directly correlate to high volume consumer ticket
sales during mega jackpots.

*FY2018-19 and Thereafter: 0 FTE, $4,028,785 Cash Funds, and $0.General Fund,

’anJ&?énfbeémehfS;S'ér"é*t]hg“"' o e

. «To have adéquate spending authority for investigators to travel t6 festivals and events across the state with the goal of preventing the
sale and consumption of alcohol by mingrs.

*FY2018-19 and Thereafter: 0 FTE, $43,734 Cash Funds, and $0 General Fund.

Enforcement Btisrness Group Re—Allgnment | o

»To accurately reflect FTE and costs in the Long Bill.
»This net-zero realignment will allow for all costs to consistently be allocated through the indirect cost model i
_ *FY2018:19 and Thereafter: 0_FTE, ($80,432) Cash Funds, and $1,908 General Fund. Reappropriated Funds: $78,524___
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B?ud‘ge‘_ta‘ry Réddcti’qh GenTax Subscr‘iption Service

* Budgetary reduction of a General Fund appropriation for an annual subscription service
that is offered by the current vendor who supports the GenTax system. ‘

* Negotiations were not successful and this add-on service was never implemented.
* FY2018-19 and Thereafter: -5600,000 General Fund.

"Budget_a ry Reduction Gross Conservation Easement

* Budgetary reduction of a General Fund appropriation for contracted services that was
awarded through HB11-1300 to assist in the case work for Gross Conservation
Easement.

* The large majority of this work has concluded and the funds are no longer needed.

» FY2018-19 and Thereafter: -$1,216,425 General Fund.
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2018 Legislative InitiativeS |

Create Equivalencies Marijuana Licensing
for Medical Marijuana Requirements for
Products with the Court Appointed
Retail Marijuana Code Receivers

Align Colorado Tax
Collection Procedures
with IRS Procedures

Require Fingerprinting
Establishment of a of Individuals Who
Liguor Renewal Access Federal Tax
Application Fee & Information

Online Renewal (Align with IRS Publication
1075)

COLORADO

Department of Revenue
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Questions?

Please visit CDOR’s website:
https://www.colorado.gov/revenue

Contact:
Jean Robinson, CDOR Legislative Liaison
(Jean.Robinson@state.co.us)

f i
CDOR
i,
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